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FY 1999 PERFORMANCE MEASURES BY
ORGANIZATION AND PROGRAM

In addition to VA's key organizational performance goals, there are other performance meas-
ures by which VA evaluates its success. These other performance measures are identified and
discussed in the following tables. The tables show trend data for a five-year period and associ-
ated target levels of performance grouped by organization and program. Within each group,
the performance measures are structured as follows:

1.Target was met or exceeded (green).
2. Target was not met, but the deviation did not significantly affect goal achievement (yellow).
3. Target was not met, and the difference significantly impacted goal achievement (red).

VA uses the balanced measures concept to monitor program and organizational performance.
Rather than focusing attention solely on one or two types of performance measures, we exam-
ine and regularly monitor several different types of measures to provide a more comprehensive
and balanced view of how well we are performing. While each of our major program elements
uses a balanced family of measures, the specific measures vary somewhat from organization
to organization, and thus, from program to program. The performance measures for each
organization have been tailored to fit the strategic goals of the programs for which each organ-
ization is responsible.

For example, VHA has developed performance measures around five domains of value: tech-
nical quality, customer satisfaction, improved patient functional status, access, and cost/price.
VBA's balanced scorecard consists of five types of performance measures: accuracy, speed
(timeliness), customer satisfaction, cost, and employee development and satisfaction. NCA
evaluates its performance in those areas identified by veterans and their family members as
being most important to service delivery, including reasonable access to veterans cemeteries
and burial program information, quality of service provided, and satisfaction with the appear-
ance of national cemeteries as national shrines.

The measures in the following tables and the Department’s key measures collectively demon-
strate the balanced view of performance the Department uses in assessing how well we are
doing in meeting our strategic goals, objectives, and performance targets.

The GPRA program activity structure is somewhat different from the program activity structure
shown in the program and financing (P&F) schedules of the President’s Budget. However, all
of the P&F schedules (budget accounts) have been aligned with one or more of our ten pro-
grams to ensure all of VA's program activities have been covered in this report. The program
costs (obligations) represent the total resources available for each of the programs, regardless
of which organizational element has operational control of the resources. The performance
measures and associated data for each major program apply to the entire group of schedules
listed for that program.




Veterans Health Administration Performance Measures

Medical Care

Annual Accountability Report FY 1999

P&HITodes 36-0160-0-1-703 36-0160-0-2-703 36-0166-0-2-703 36-5287-0-1-703 36~
5287-0-2-70336-5014-0-2-70336-2431-0-1-70336-5014-0-1-70336-0152-0-1-70336-
0163-0-1-70336-4014-0-3-70536-4048-0-3-70336-4138-0-3-70336-8180-0-7-70536-
0111-0-1-70336-0181-0-1-70336-4538-0-3-70336-4018-0-3-70536-0144-0-1-70336-

4537-0-4-70536-4258-0-1-704

Resources 1995 1996 1997 1998 1999 1999 Plan
FTE N/A 201,610 192,347 188,705 186,595 N/A
Medicalcarecosts($Simillions) N/A $16,112 $16,775 $17,623 $17, 859 N/A
PerformanceMeasures

Goal Achieved
Percentofpatientswhousetobacco
products N/A N/A 32.0% 29.0% 27.0% 28.0%
Percentofpatientswvithterminal
diagnosesmdvanced progressive,
incurablelllnesswh@arereceiving
ongoing care through VHA and have
documentationofanindividualizedplan
foromprehensive coordinatedpalliative,
careserviceshatminimizegphysical,
social andpirituakufferingnd
optimizesheatient’ gualitypflife N/A N/A N/A 91.0% 96.0% 96.0%
Percentageofpatientsdischargedfrom
inpatientcareaftertreatmentfomental
healtldisordersvhareceivefollow-up
carerelatedtomentalhealthwithin30
daysofdischarge N/A N/A N/A 72.0% 81.0% 75.0%
Percentofpatientsreportingoroblemson
courtesygquestionsintheannual
outpatientcustomerfeedbacksurvey 19.0% 16.0% 9.0% 9.0% 7.0% 8.0%
Percent of permanent VHAemployees
receivingiecessarylevelofeducation 79%/30 50%/30
timeandotherlearningexperiencetime N/A N/A N/A N/A hours| hours
Numberofbeddaysofcareperl, 000
uniquepatients 3,183 2,525 1,782 1,333 1,136 1,330
Percentofpatientsseerwithin20
minutesof scheduledappointmentat VA
health-cafacilities 44.0% 51.0% 54.8% 66.1% 68.0% 68.0%

TheDepartmentmetorexceededtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthese

measures.

Goal Not Achieved - Minimal Difference

Percentofpatientswhoratethequalityof
VAhealthcareasequivalenttoorbetter

tharanyotherhealth-careprovider 74.7% 77.9% 78.4% 79.3% 84.0% 87.0%
Percentofpatientsreportingroordination
ofcareproblems N/A 33.0% 35.0% 27.0% 29.0% 27.0%

Theperformancegoalforeachofthesemeasureswassetatanapproximatetargetlevel ,andthedeviationfromthatlevelis
slight . Therewasnceffectoroveral lprogramoractivityperformance.

Percentofpatientswhoknowthereisone
providerorteaminchargeoftheircare

VAdidnotachieveitsperformancegoalbecausethetargetwassetunrealisticallyhigh.Performancehasremainedrelatively

stable€orhregears.

PercentofDisasterEmergencyMedical
PersonnelSystem(DEMPS) volunteers
whoarecertifiedasdeploymentready

N/A

N/A

N/A

N/A

Theimplementationof theDEMPSprogramispendingduetoaprotractedreviewandapprovalprocessfortherelevant VHA
Handbook . (TherelevantVHADirective97-046wasissuedOctober7,1997; however, becauseDEMPSconstitutesasystemof
recordsunderthePrivacyActof1974, theapprovaltoimplementhasbeendelayed. )
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U. S. Department of Veterans Affairs

Special Emphasis Programs

1995 1996 1997 1998 1999 1999 Plan

PerformanceMeasures Goal Achieved

Percentofpatientsreflectedorthe
NationaBlindehabilitatiorCustomer
SatisfactiorSurveywhaarefullyorhighly

satisfied N/A N/A N/A 97.7% 98.0% 97.7%

Percentofmedicalcenterswithatleast
onecliniciamwhohasreceivedprimary
careeducationtrainingonformerPOW’ s

healtlrare N/A N/A N/A 40.0% 66.0% 60.0%

Percentoflong-termcarepatientswho
aréoeingraredforireclinically
appropriatecommunitysetting
(FY1997baseline-l2, 976patients) N/A N/A N/A 25.8% 29.4% 27.0%

Numberofpatientsparticipatinginthe
GulfWarRegistryHealthExamination
Program N/A N/A N/A 69,000 76,738 72,500

Number of community-basedbeds for
homelessreterans N/A N/A 1,998 2,773 4,137, 3,973

Percenbfacilitieparticipatingn
outreaclactivitiesfortheCommunity
HomelessnessAssessmentlLocal
EducationandNetworkingGroups
(CHALENG) Program 96.6% 100.0% 92.0% 88.0

o\®

93.0

o\

90.0

o\®

Percentofveteranswhoacquired
independentlivingarrangementsat
dischargefromeDomiciliaryCarefor
HomelessVeterans (DCHV) Programor a
community-basedontractresidential
careprogram(FY1997baseline=8, 502

veterans) N/A N/A N/A 52.0

o\°
o\°

50.0

o\

46.0

Percentofveteranswhoobtained
employment upondischarge froma
DomiciliaryCareforHomelessVeterans
(DCHV) Programor a community-based
contractresidentialcareprogram(FYL997
baseline8, 502reterans) N/A N/A N/A 54.0

o\°
o\°

55.0

o\

48.0

Percentofdiabetigatientddentifiedt
riskforfootamputationswhowillbe
referredafootcarespecialist N/A N/A N/A 81.0

o\°
o\°

86.0

o\

86.0

Percentofprostheticmrdersnotplaced
withinfiveworkdays N/A 2.0

o\°
N
o
o\
N
o
o\°
=
w
o\°
N
o
o\°

Percentincreaseirtheaveragedifference
betweenintakeandclosingGlobal
Assessmentoffunctioningscoresfor
readjustmentcounselingatients N/A N/A N/A 4.7

o°
ul
o
o°
S
©
0P

Percentferiouslyentallyilbatients
showingimprovement inGlobal
AssessmentofFunctioningindex N/A N/A N/A N/A 3.4

o\°
[y
o
o\°

Percentofpatientswitlhprimary
addictivedisordersshowingimprovement
inAddictionSeverityIndex(AST)
compositescoreatsixmonthsafteran
initialASIassessment(FY1997aseline=

38, 00patients) N/A N/A N/A N/A 56.0

o\

55.0

o\°
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Annual Accountability Report FY 1999

Special Emphasis Programs
(contd) 1995 1996 1997 1998 1999 1999 Plan

Percentoffirstadmissionsraumatidrain
injurypatientsdischargedtcacommunity
setting N/A N/A 60.0% 63.0% 65.8% 64.0%

Numberofrehabilitatiorpatientsinthe
traumaticbrainDepartmentofDefense
(DoD) andVeteransHead InjuryProgram

(DVHIP)protocol N/A N/A 53 108 174 128
Mammography examinationrate N/A N/A 87.0% 89.0% 91.0% 89.0%

Cervicalcancerscreeningexamination
rare N/A N/A 90.0% 93.0% 94.0% 93.5%

TheDepartmentmetorexceededtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthese
measures.

GoalNot Achieved -Minimal Difference

Percentofamputeepatientsdischarged
fromnpatientrehabilitationmnitsa
communitysetting N/A N/A 77.0% 78.0% 76.0% 79.0%
Theperformancegoalforeachofthesemeasureswassetatanapproximatetargetlevel,andthedeviationfromthatlevelis
slight .Therewasnceffectoroverallprogramractivityperformance.

Percentofspinalcordinjuryrespondents
totheNationalCustomerFeedback
CenterSurveywhoratetheircareasvery
goodorexcellent-Inpatient

Percentofspinalcordinjuryrespondents
totheNationalCustomerFeedback
CenterSurveywhoratetheircareasvery
goodorexcellent-Outpatient

BecauseVASCICentercareisauniquemixtureofacute, sustaining, andlong-termcare, comparabledataarenotavailablein
theprivatesector .Duetcthislackofbenchmarkingreferences,theinitialgoalwasunrealistic.Thescaleforthesurveyresponse
was"poor"/"fair"/"good" /"verygood" /"excellent, "outonlyscoresof"verygood or'excellent "wereconsideredinthesummary
55percent .Ifrespondentswhoratedtheircareas"good, ""verygood, "or"excellent "areincludedinthesummary, the
accomplishmentincreasesto82percent . Performancegoalshavebeenreviseddownwardbasedonthereporteddatatodate.
Repeatedsamplingndrendingvertimevillfurtheraddressvalidityandreliability.

Medical Education
P&FIDCode:36-0160-0-1-703

Resources 1995 1996 1997 1998 1999 1999 Plan
|Medica]Educatiomosts($irmillions) N/A $899 $919 $933 $902 N/A
PerformanceMeasures
Goal Achieved

Percentofresidentstrainedirprimary

care(CategoryT) 37.5% 38.6% 39.3% 41.3% 46.0% 44.0%
Numbemwfspecialtyresidentpositions

eliminatedCategorygI-IV) N/A N/A N/A 62 127 125

TheDepartmentmetorexceededtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthese
measures.

GoalNot Achieved -Minimal Difference

Numbemfspecialtyesidentpositions
reallocatedtgrimarycare(Categoryl) N/A N/A N/A 213 358 375

Theperformancegoalforthismeasurewassetatanapproximatetargetlevel ,andthedeviationfromthatlevelisslight .There
wasnoceffectonoverallprogranmoractivityperformance.
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Medical Research

P&HITodes 36-0160-0-1-703 36-0161-0-1-703 36-406-0-3-703

Resources 1995 1996 1997 1998 1999 1999 Plan
FTE N/A 3,250 2,957 2,758 2,974 N/A
Researchrosts(dimillions) N / A $592 $648 $725 $779 N / A
PerformanceMeasures
Goal Achieved

Percentoffundedresearclprojects
reviewedbyappropriatepeersand
selectedhroughamerit-based
competitiverocess 99.0% 99.0% 99.0% 99.0% 99.0% 99.0%
Numberofnewpartneringopportunities
withreteranservicerganizations other
Federahgenciesnonprofitfoundations,
oprivateindustry 114 115 116 118 134 120
Percentoftotalexpendituresfromon-
appropriatedinvestmentinvVAresearch
bysuccessfulcompetitionfomon-VA
researchfunding 54.2% 56.4% 60.2% 61.3% 60.3% 60.0%
Numberof careerdevelopment awardees
byesearclservice:

Medical Service 121 97 54 68 114 109
Percentofcareerdevelopmentprograms
integratedintd®esignatedResearctireas N/A 87.0% 97.0% 99.0% 99.0% 99.0%
Percentofgoalsaccomplishedand
recommendationsestablishedoythe
ResearchAlignmentAdvisoryCommittee
orsimilarindependentresearchadvisory
committee N/A N/A 40.0% 70.0% 90.0% 90.0%

TheDepartmentachievedtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthesemeasures.

GoalNot Achieved -Minimal Difference

Numberof careerdevelopment awardees
byesearclservice:

HSR&D Service
RehabilitationResearchService

26
0

28
0

34
0

37
5

50
10

65
13

Theperformancegoalforeachofthesemeasureswassetatanapproximatetargetlevel ,andthedeviationfromthatlevelis
slight .Therewasnceffectoroveral lprogranmoractivityperformance.

62




Veterans Benefits Administration Performance Measures

Compensation and Pension

Annual Accountability Report FY 1999

P&HEIDodes 36-0153-0-1-70136-0153-2-1-70136-0153-4-1-70136-0154-0-1-701; 36~
0155-0-1-70136-0151-0-1-70536-0153-0-1-70136-0154-0-1-70136-0110-0-1-703

Resources 1995 1996 1997 1998 1999 1999 Plan
FTE N/A 4,364 6,931 6,770 6,841 N/A
Benefitwosts(§millions) N/A $18,532 $19,352 $20,242 $21,112 N/A
Administrativecosts(dmillions) N/A $209 $495 $491 $549 N/A
PerformanceMeasures
Goal Achieved

Costperpensionclaimcompleted N/A N/A $124 $135 $150 $150
Costperactivecompensationcaseonthe

wills N/A N/A $132 $130 $102 $135
Costperpensionclaimontherolls N/A N/A $213 $222 3172 $250

TheDepartmentmetorexceededtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthesemeasures.

GoalNot Achieved -Minimal Difference

Fiduciarmctivitiednitiahppointment
morethan45days

N/A

24.0%

20.0%

21.0%

12.0%

[09)
o
o\

Costpercompensationclaimcompleted

N/A

N/A

$268

$290

$325

$315

Theperformancegoalforthesemeasureswassetatanapproximatetargetlevel ,andthedeviationfromthatlevelisslight .There

wasnoeffectonoverallprogramoractivityperformance.

Nationalaccuracyrate
(authorizatiomwork)

End-of -yeardataforFYl1999nationalaccuracyisnotyetavailable .Datathroughthethirdquarterisused.TheFY1999goalforthe
nationalaccuracyrateforcoreratingworkandauthorizationwasbasedonprogramjudgment .Theanticipatedlearningcurve
hastakenlongertharprojected Weinitiallyhaddifficultiesdisseminatinggamnalysisiataaregionalofficestd dentifyweak
areasrequiringtraining.TheFY1999%targetsforauthorizationandfiduciaryaccuracywerealsdoasedorprogranudgment,
withoutthéoenefitofbasel inedata .Thespecialcasereviewsestablishindgasel inedataforauthorizatiomandfiduciaryactions
werenotcompleteduntilwellintothefiscalyear.

Rating-relatedictionsaveragelays

pending N/A 81 94 119
Non-ratingactions-averagedaysto

process 35 27 23 32
Non-ratingactions-averagedays

pending N/A 55 56 74

TheFY1999%timelinesstargetswereestablishedusingdatafromsixstationswiththebestaverageprocessingtimeforthefirst
threequartersofFY1998 .Atthesamet imeweestablishedthesetargets,weshiftedouremphasisfromtimelinesstoaccuracy.
Becauseof theconcernsaboutourhigherrorrate, weaskedouremployeestoslowdownanddoacloserreviewof theiraward
documents .Wealsoaskedthemtowritebetterdecisions,whichareunderstandabletoourclaimantsandcanbesustained

througttheappellateprocess.
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P&HITodes 36-0137-0-1-70236-0200-0-1-70136-8133-0-7-70236-2473-0-0-702 36~

Education 0140-0-3-70236-4259-0-3-702Nomudget ) 36-4260-0-3-70236-0151-0-1-70536-0111-
0-1-703
Resources 1995 1996 1997 1998 1999 1999 Plan
FTE N/A 530 1,051 927 849 N/A
Benefitsosts(dmillions) N/A $924 $914 $891 1,209 N/A
Administrativeosts(dmillions) N/A $25 $72 $66 $70 N/A
PerformanceMeasures
Goal Achieved

Compliancesurveycompletionrate N/A 88.7% 81.8% 79.8% 98.1% 82.0%
Paymentaccuracyrate 92.8% 93.9% 92.9% 94.0% 94 .4% 94.0%
Administrativeostpebeneficiary N/A N/A N/A $171 $176 $176

TheDepartmentmetorexceededtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthesemeasures.

GoalNot Achieved -Minimal Difference

Stateapprovingagencies’peerreview

ratio N/A 92.0% 88.0% 91.0% 88.0% 93.0%
Customersatisfactionhigiratings N/A N/A 76.0% 76.0% 78.0% 80.0%
Averagespeedtoanswercall (inseconds) N/A N/A N/A 123 123 120
Firstallresolutiomate N/A N/A 69.0% 67.0% 66.7% 70.0%

Theperformancegoalforthesemeasureswassetatanapproximatetargetlevel ,andthedeviationfromthatlevelisslight .There

wasnoeffectonoverallprogramoractivityperformance.

Vocational Rehabilitation and
Counseling

P&FIICodes :36-0137-0-1-702;36-0140-0-3-702;36-4259-0-3-702(NorBudget) ;36-

4260-0-3-70236-0151-0-1-70536-0140-0-3-70236-0111-0-1-703

Resources 1995 1996 1997 1998 1999 1999 Plan
FTE N/A 722 1,099 919 972 N/A
Benefitsosts(dmillions) N/A $355 $402 $406 $412 N/A
Administrativecosts(dmillions) N/A $40 378 $68 $72 N/A
PerformanceMeasures
Goal Achieved
loymenttimelinessinaveragedays
R Iy N/A N/A N/A 83 53 88
TheDepartmentexceededtheperformancegoalestablishedatthebeginningofthefiscalyearforthisneasure.
Goal Not Achieved -Minimal Difference
Speedofentitlementdecisionsiraverage
days N/A N/A N/A 88 88 80
Accuracyflecisions(Services) N/A N/A N/A 85.0% 87.0% 91.0%

Theperformancegoalforthesemeasureswassetatanapproximatetargetlevel ,andthedeviationfromthatlevelisslight .There
wasnoeffectonoveral lprogramoractivityperformance.
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Vocational Rehabilitation and

Counseling

Customesatisfaction

1996

1997

1998

1999

Annual Accountability Report FY 1999

1999 Plan

Completedatafrontheinitial"NationalCustomerSatisfactiorSurvey"forwocationalrehabilitatiomwillbeavailableirFy2000.

P&HITodes 36-0137-0-1-70236-1119-0-1-704 36-1119-0-2-704 36-4127-0-3-704

Housing (NorBudget ) ;36-4129-0-3-704(NorBudget) ;36-4025-0-3-704;36-0151-0-1-705;36-
0111-0-1-703 36-4258-0-3-704(NoBudget) 36-0128-0-1-704 36-4130-0-3-704(Non-
Budget)
Resources 1995 1996 1997 1998 1999 1999 Plan
FTE N/A 1,748 2,254 2,075 2,108 N/A
Benefitsostg(dmillions) N/A $1,984 $1,368 81,676 1,811 N/A
Administrativeosts(4dmillions) N/A $84 $139 $161 $160 N/A
PerformanceMeasures
Goal Achieved
Loarguarantiesissued 263,000, 321,000 239,000 369,000 396,000 300, 000
Administrativecostperloan N/A $107 $291 $233 $111] $262
Returnoninvestment N/A 98.1% 97.2% 99.0% 100.6% 100.0%

TheDepartmentmetorexceededtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthesemeasures.

Goal Not Achieved - Minimal Difference

Averagedaysd ssuecertificatesof
reasonableralue

N/A

N/A

N/A

N/A

18.8

15

Theperformancegoalforthismeasurewassetatanapproximatetargetlevel ,andthedeviationfromthatlevelisslight .There
wasncef fectonoverallprogranoractivityperformance.

Veteramatisfaction

Lendesatisfaction

Administrativecostperdefault

N/A

$188

$212

$304

ThehousingprogramdiscontinuedtheveteranandlendersatisfactionsurveysinFyl999infavorofamorecomprehensiveand
statisticallyvalidcustomersurvey,whichhasnotyetbeenfinalized.ThisdatawillbeavailableattheendofFY2000.

Administrativecostperpropertysold

$616

$798

$1,076

$1,470

Theadministrativecostperpropertysoldandoerdefaul tf iguresinl 998werepre-activitybasedcosting(ABC) ,i.e. ,adifferent
methodology.WiththeABCmethodology, additionalfactorswereusedtodeterminetotalcostthatwerenotusedinthe
developmentofthel999performanceplanestimates.
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lnsurance P&HITodes 36-0120-0-1-70136-4012-0-3-701 36-4010-0-3-70136-4009-0-3-701 36-

8132-0-7-70136-8150-0-7-70136-8455-0-8-70136-0151-0-1-70536-0111-0-1-703
Resources 1995 1996 1997 1998 1999 1999 Plan
FTE N/A 423 584 563 548 N/A
Benefitsosts(dmillions) N/A 2,817 2,778 2,724 2,595 N/A
Administrativeosts(dmillions) N/A s16 $38 $40 840 N/A
PerformanceMeasures

Goal Achieved

Highcustomerratings N/A N/A 90.0% 95.0% 96.4% 93.0%
Lowcustomerratings N/A N/A 5.0% 2.0% 1.3% 4.0%
Percentageofblockedtalls N/A N/A 44.0% 17.0% 6.0% 19.0%
Averageholdtimeinseconds N/A 35 70 35 20 32
Percentageofinsurancedisbursements
paidccurately 99.1% 99.0% 98.0% 99.0% 99.1% 99.0%
Averagedaystoprocessinsurance
disbursements 4.1 4.2 4.4 3.2 3.2 3.5
Costperpolicymaintained N/A N/A $9.9¢] $10.34] $11.25 $12.02
Costperdeathaward N/A N/A $87.55, $88.15] $78.18 $96.69
Cumulativenumberof computer-based
trainingnodulescompleted N/A N/A N/A 1 1 1

TheDepartmentmetorexceededtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthesemeasures.

GoalNot Achieved -Minimal Difference

Enmployesatisfaction

N/A

N/A 68.0% 68.0%

68.0%

70.0%

Theperformancegoalforthismeasurewassetatanapproximatetargetlevel ,andthedeviationfromthatlevelisslight .There
wasnoef fectonoverallprogranoractivityperformance.
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National Cemetery Administration Performance Measures

P&HITodes 36-0155-0-1-701 36-0129-0-1-70536-8129-0-7-70536-0183-0-1-705 36~

Annual Accountability Report FY 1999

Burial 0110-0-1-70336-0111-0-1-703
Resources 1995 1996 1997 1998 1999 1999 Plan
FTE N/A 1,287 1,283 1,328 1,357 N/A
Benefitsosts(§millions) N/A $113 $113 $114 $106 N/A
Administrativeostgdmillions) :
Operatingcosts N/A 3$73 $77 384 $92 N/A
Statecemeterygrants N/A $8 $5 $6 S5 N/A
Capitalconstruction N/A $15 $19 3$79 $21 N/A
PerformanceMeasures
Goal Achieved
Percentofrequestsforintermenttakenon)
weekendsthatresultinaservice
scheduledfortheensuingweek 90.0% 92.5% 94.2% 94.0% 96.1% 94.3%
Numberof headstonesandmarkers
ordered 284,786 319,758 269,927 346,034 345,389 336,540
Percentofmonumentsorderedon-1lineby
stateveteranscemeteriesusingAMAS-R N/A N/A 4.0% 43.0% 61.0% 60.0%

TheDepartmentachievedtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthesemeasures.

GoalNot Achieved -Minimal Difference

Numberofveteransservedbyaburial
optioninastateveteranscemetery

(veteransservedinthousands) 2,490 2,510 2,474 2,601 2,59 2,683
Cumulativenumberofnational

cemeteriewithkioskdnstalled N/A N/A 2 5 13 16
Numberofgravesmaintained (in

thousands) 2,092 2,148 2,203 2,261 2,319 2,322
Percentofheadstonesandmarkersthat

areundamagedandcorrectlyinscribed 95.5% 95.5% 95.0% 94.5% 94.7% 95.5%
Percentofindividualheadstoneand

markeordersransmitte@lectronicallirol

contractors N/A N/A 68.0% 85.0% 88.0% 90.0%

Theperformancegoalforeachofthesemeasureswassetatanapproximatetargetlevel,andthedeviationfromthatlevelis
slight .Therewasnceffectoroveral lprogranoractivityperformance.
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Board of Veterans' Appeals Performance Measures
P&FIDCode:36-0151-0-1-705

Resources 1995 1996 1997 1998 1999 1999Plan
FTE N/A 468 492 483 478 N/A
Administrativecosts(dmillions) N/2 32 36 538 540 N/2
PerformanceMeasures

Goal Achieved
AppealsdecidedperFTE 65.1] 72.5 88.1] 80.5] 78.2 76.4
Costperappealscase $1,030 $950 $839 $965 $1,062 $1,075

TheDepartmentachievedtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthesemeasures.

Goal Not Achieved -Minimal Difference

BVAresponsetime (indays) 763 595 334 197 195 194

Theperformancegoalforthismeasurewassetatanapproximatetargetlevel,andthedeviationfromthatlevelisslight .There
wasncef fectonoverallprogranoractivityperformance.

BVAelapsedprocessingtime (indays) 507 261 120 120

Inanefforttoincreasethenumberoffinaldecisionsrendered, agreateremphasiswasplacedonquality.Becauseofamore
thoroughgualityevieywprocess timelinessleteriorated Sinceslapsedrocessing ime primarilyaninternalprocesscontrol
measureofinterestonlytcoBVA, itwillnotbeincludedinfutureperformanceplansandreports.

Percentofdecisionsontaininguality
ceficiencies N/A N/A N/A 11.2%

BVAimplementedanewprograminl998toreviewthequalityofdecisionsandtoidentifyareasinwhichprofessionaltrainingis
needed.Ithastakentwoyearstocalibratethissystemandstatisticallyvalidatetheareastdoereviewed . Aquantifiedoaselinefor
decisiorgualitywasestablishedforthefirsttimeirFY1999 .Thigprovidedsfoundationforestablishingquantifieddecisiorguality
measures . Thesenewmeasuresarenowuniformlyapplied, andmorestringent . DuringFY2000, wewillusethequalityreview
findingstoconductmoreaggressivetrainingatBVAandtheteamleveltoimprovequality.
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Annual Accountability Report FY 1999

Departmental Management PerformanceMeasures
P&FIICodes :36-0151-0-1-705;36-4539-0-4-705;36-0110-0-1-703;36-0111-

0-1-703
Resources 1995 1996 1997 1998 1999 1999Plan
FTE N/A 7,088 2,170 2,216 2,554 N/A
Administrativerosts(dmillions) N/A $714 $281 $327 $357 N/A
PerformanceMeasures

Goal Achieved

Cumulativenumber of program
evaluatiormmitiated N/A N/A N/A 1 4 2
Numberofnationalstandardized
contractsfomedicalandtherrelated
productsandservices N/A 3 48 99 151 110
Percentincreaseinpurchasesmadeusing
EDIfromFY1997baseline N/A N/A N/A 16.0% 48.0% 20.0%

TheDepartmentmetorexceededtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthesemeasures.

Numberofcontractdisputeselecting

ADR 25 39 43 50

InspiteoftheBoardofContractAppeals’aggressiveeffortstopromotealternatedisputeresolution(ADR) ,wemissedour
performancetargetbyasubstantialmargin. ThereasonwedidnotmeetourFY1999targetwasthatbasedonthenatureofmany
ofthecasesreceived, thepartieswerenotwillingtouseADRtechniquestoresolvethem. Inaddition, weconcludedthenumber
ofcontractdisputeselectingADRisnotavalidmeasurementoftheBoard’ sperformance .Asaresult, thismeasurehasbeen
changedtothepercentageofallcasesusingADR.WhiletheBoardwillcontinuetocollectinformationonthenumberofcontract
disputeselectingADR,wewillnotincludeitinfutureperformanceplansandreports.
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U. S. Department of Veterans Affairs

OfficeofInspectorGeneralPerformanceMeasures

P&FIDCode:36-0170-0-1-705

Resources 1995 1996 1997 1998 1999 1999 Plan
FTE N/A 365 339 322 342 N/A
Administrativesosts(dmillions
Sl ) N/A $32 $32 $33 $38 N/A
PerformanceMeasures
Goal Achieved

Indictments,convictionsnd
administrativeanctions 501 486 395 366 696 579
Reportdssued 211 149 181 171 162 133
Valueofmonetarybenefits($imillions)
from:

IGaudits $373 $100 $104 $468 $610 $130

TheDepartmentachievedtheperformancegoalestablishedatthebeginningofthefiscalyearforeachofthesemeasures.
Accomplishmentsincluded13indictments,140criminalconvictions,and343administrativesanctions .OIGissuedl62reports
andclosed654hotlinecases.Inaudit,justfiveoftheSlreportsproducedover$500millionimmonetarybenefits.Whileourplans
anticipatednonetaryresults welicdotforeseesuctsignificantfindings.

GoalNot Achieved -Minimal Difference

Valueofmonetarybenefits($imillions)
from:

IGinvestigations $19 568 $18 517 $24 $25
Theperformancegoalwassetatanapproximatetargetlevel ,andthedeviationfromthatlevelisslight .Therewasnoeffecton
overallprogrammactivityperformance Whilelnvestigationsssentiallymetitggoalfomonetarybenefits,anoteworthy
accomplishmentwasa90percentincreaseinindictments,convictionsandadministrativesanctionsoverFy1998.

Valueofmonetarybenefits(simillions)
from:

IGcontract reviews

Forcontractreview, theOfficeofAcquisitionandMaterielManagement (OA&MM) , ourcustomer, requestedweexaminea
numberofsmall-tomedium-sizedpharmaceuticalcontracts,whichinfluencedthepotentialmonetarybenefitsbutdidnot
diminishtheirsatisfactiomwiththeresults.Inthisareaofwork,ourresultsfluctuatetcalargedegreebaseduponthetypesof
reviewsOA&MMasksustoconductandthecontractingbusinesscycles.
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